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LOOK-UP TABLE 

(FOR EACH 
APPLICABLE IVR 
EVENT: AUTOMATION 
ACHIEVED) 



1. ANNOTATE EVENT SEQUENCES WITH THE 
AUTOMATION ACHIEVED 

2. COLLAPSE DATA FOR EVERY CALL(IVR EVENT 
SEQUENCE) INTO COUNTS FOR DISTINCT CALL 
PROFILES 

3. CONVERT COUNTS FOR EACH CALL PROFILE INTO 
RELATIVE PERCENTAGES 



S10 



CALL PROFILES WITH 
COUNTS, E.G., SELF-SERVE 
5.6% TO SPECIALIST 
WITH READOUT 1.8% 



SPREADSHEET WITH ROW SHOWING THE CALL 
PROFILES P;, AND COLUMNS SHOWING THE RELATIVE 
FREQUENCY f, OF p ]t THE TOTAL BENEFIT b, OF p, 
(WHICH IS THE SUM OF THE BENEFIT B. ) OF ALL 
"RELEVANT" AUTOMATION CATEGORIES, RELEVANT 
MEANING THAT THE CALLER COMPLETED 
AUTOMATION B, IN PROFILE p.) AND SAVINGS 
POTENTIAL Sj FOR p r 
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TOTAL IVR BENEFIT 
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